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ABSTRACT  
 
A broad range of talent management issues are faced by multinational companies 
now-a-days. A significant number of academic (e.g. Chambers et al., 1998, Stahl et 
al., 2012) and practitioner have an interest in talent management issues, but in 
practice the subject matter is contested. The aim of this research was to critically 
evaluate the existing talent management practices in a CSO through employee’s 
perception about the CSO’s practices and the way they deal with TM issues. 
Quantitative data was collected through a survey and qualitative data and 
information was collected through face to face semi-structured interviews. 
Therefore the study adopted both the positivist and social constructionist 
philosophies because they explained the perceptions through interviews and 
measurement of the existing employee working in the CSO. The sample size 
comprised of all employees from the CSO. However 68 employees completed the 
questionnaires, hence the response rate was 68%. The data was presented and 
discussed using descriptive statistics method to obtain the mean value, tables and 
diagrams showing their relative frequencies and percentages. The findings revealed 
that, the employee’s have a mixed perception about the TM strategies in the CSO 
and there is some scope to develop these practices in order to attract and retain 
talented employees. Some recommendations for management and future 
researchers were also suggested.    
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CHAPTER ONE 
INTRODUCTION	
 
1.1	 INTRODUCTION	
In this competitive world, organizations face huge competition and they 
struggle to uphold their positions in the global market. The proper usage of 
managerial tools and solid efforts that can support their employees develop 
performance has become important (Pousa and Mathieu, 2010).  Now-a-days, 
human resource is considered to be the most valuable asset of any 
organization. To improve overall performance and become competitive, 
organisations are forced to maximize resources by using their talents, one of 
which utmost importance is the human resource (Hafiza et al., 2011). The 
effective management of human resources of an organisation is complex, 
difficult and ambiguous, as well as one of the most important function that 
managers have to execute. It is a field of management policy-building and 
executing that is not defined by universally accepted qualified and 
experienced standards. Human resource policies deal with human behaviour, 
that is complex, differs depending upon the situations, sometimes conflict-
ridden, and depend on employees individual cultures (Coyle-Shapiro et el., 
2013).  
Is there any difference between Human Resource Management (HRM) and 
Talent Management (TM)? Abrahamson (1996) raises the question that it is 
just another portrait of management fashions, lost its popularity after 
touching its pick? Adamsky (2003) comply with the thought that TM is just a 
repackaging of old HRM ideas under a new and modern name -‘old wine in 
new bottles’. Many of the principal ideas promoted by TM practitioners, such 
as succession planning, assessment centres and 360 degree feedback, are 
not new and originate from the 1950s. Organisations adopt many ideas 
about TM and give it an emphasis, but practically it doesn’t hold a very 
distant meaning that most of the organisations have usually done (Warren, 
2006).  But on the other hand, others (Chuai, Preece, & Iles, 2008; CIPD, 
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2015) argued that TM is not just a management fad or fashion covered by 
the TM label, it is fundamentally something different from the basic HRM. 
“Talent management includes a set of activities and practices which involve 
the methodical recognition of key-positions that contribute to the 
sustainable competitive advantage of the organization; it also include the 
selection and nurturing of a group of talented members with potential and 
high performances and the build up of a human resource framework capable 
to expedite the occupational activities   of these positions with competent, 
loyal and efficient employees” (Muntean, 2014).   
“Talent management is a difficult process and many organisations struggle 
to manage their talents effectively.  So they are investing resources and 
efforts into selecting, recruiting, developing and maintaining their potential 
talents to develop their organizational performance” (Minbaevaa and 
Collings, 2013). However, due to lack of proper experience, sometime 
managers fail to manage it efficiently. Another reason for fail to mange 
talents is the lack of interconnection between organizational performance 
and talent management. “Organizations that prioritize employees as 
stakeholders and who define TM by a sense of purpose usually have a higher 
degree of alignment between employee and organizational goals with highly 
motivated employees and ultimately more effective and sustainable 
performance” (Collings, 2014). Generally, HR department provides support to 
speed up personal career progression of employees. If career progression is 
made easy, employees will not leave the organization and retention rates will 
increase. For example, Apple’s encourages talented employees to hold total 
responsibility for their career development and it does not provide support 
in personal career planning because it does not want a ‘sense of entitlement’ 
to develop in employees, as they think that promotion is a right of all 
employees (Sullivan, 2011). 
1.2		 OVERVIEW	OF	THE	CSO	
Marks and Spencer plc (also known as M&S) is a very popular British 
multinational retailer of luxury food products, clothing and home products. 
It was founded in 1884 and it’s headquarter is in Westminster, London. It 
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made itself a very popular company in the early 20th century by selling only 
British-made goods. In 1990s it started to change from this policy 
(Northedge, 2011). In the UK, Marks and Spencer’s have 852 stores; there 
are also 480 international stores 83,069 overall employees all over the world 
(Marks and Spencer, 2015). 
Marks and Spencer are committed to serving sustainable value for their 
shareholders and upgrade customer’s lives every day by providing the high 
quality service, own brand food, clothing, flowers and home products. It 
offers its all product in stores and online in the UK as well as various parts of 
the world. M&S’s attained the success following a philosophy of value for 
money, quality and service. It had created an exceptionally strong brand with 
an appeal to a major proportion of the ‘middle market’ in the UK who had 
high brand loyalty. The company was very choosy in selecting quality 
locations and relatively simple quality product ranges. It was also renowned 
for ensuring in the best from the suppliers – a distinctive competence and 
resource-based competitive advantage (Grundy, 2003).  
1.3	 RESEARCH	AIMS	AND	OBJECTIVES		
In order to achieve organizational goals, a competitive organization needs a 
high performing workforce which must be supported by effective talent 
management practices. The aim of this research is to examine the HR 
practices (Talent Management) and explore the perception of employees 
about the talent management practices that are being practiced and how 
these practices can be improved in Marks and Spencer in Waterloo, London.  
1.4	 RESEARCH	QUESTIONS	
To reach the aims and objectives of the study, formation of practical and 
achievable research questions is very important in any research. The 
research will find out the answer of the questions are as follows: 
1.   What TM strategies are being practiced in the CSO?                                                                                                                                             
2. What is the perception of employee’s regarding the strategies in TM 
practices in the CSO stores?  
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3.  In what way the TM strategies practiced by the CSO in these stores can 
be made more effective? 
1.5	 RATIONALES	FOR	THE	STUDY	
Marks and Spencer Group is a leading retailer of food and general 
merchandise in the UK. The company also operates in Europe and Asia. The 
company had 85,813 employees as on March 29, 2014 and its net profit was 
£524.8 million (approximately $833.6 million) in FY2014 (MarketLine, 2015). 
The employees play a crucial role in this huge success. Therefore it is 
important to know their perception about management practice concerning 
them. The study will give a clear idea about employees feeling and hopefully 
assist in the development of more effective talent management practices to 
the top management. This study aim to add some more information to 
current knowledge related to this field that may be used as reference for 
further research. It will also provide some practical information to support 
HR managers to come up with realistic and more effective policies for 
motivating the whole workforce. It also hopes to demonstrate how they can 
develop strategic ways of escalating the human resource potentials to 
achieve high performance in their organization. 
1.6	METHODOLOGY		
The study will make use of mainly primary data. The data will be collected by 
using questionnaires and interview methods. Some secondary data will also 
be used to compare the results and it will be collected from existing 
academic materials. The questionnaire will be prepared in order for the 
research questions to be answered by the respondents, and the 
questionnaires will be self- administered to the employee’s of Marks and 
Spencer. At least one hundred questionnaires will be administered to 
employees of the CSO stores. The study will utilize the data to examine the 
issue already highlighted. The retrieved data will be carefully analysed so 
that the research questions raised in the research can be answered. 
1.7	 STRUCTURE	OF	THE	REPORT	
In order to assure the flow of information the research work is organised in a 
relevant manner. After the introduction the next chapter is review of 
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literature. This chapter gives a comprehensive review of contemporary and 
relevant literatures on human resource management giving special emphasis 
to talent management, the contributions of different researchers were 
discussed and also the theories relevant to the research work were also 
expressed. The third chapter is research methodology that provided a 
thorough discussion of the research methodology and techniques that have 
chosen in the study. It also explained the logics for adopting the methods of 
research.   The fourth chapter dealt with presentation of findings. The data 
and information collected by using the research methods represented here. 
The fifth chapter is analysis of findings that analysed and interpret the 
collected data. The final chapter is conclusions and recommendations. 
Conclusions were drawn by giving a brief picture of the total research work 
including the results of research. Recommendations are given how talent 
management practices can be improved in the CSO. Finally, suggestions have 
given for future research in this direction. 
1.8	 	CONCLUSION	
The introduction chapter gives an overview how the total research work will 
be done. It provides an idea about the CSO, aims and objectives of the 
research, research questions, justification of the research and research 
methodology including the structure of the report.  It also gives information 
about the next chapters. 
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CHAPTER TWO 
REVIEW	OF	LITERATURE	
	
2.1	 INTRODUCTION	
 This chapter consist of the review of the literature on talent management. It 
will provide information about different perspectives and controversies of 
talent management. It will also critically analyze the theories on talent 
management and previous research work regarding talent management 
strategies, global talent management and related issues. This literature 
review expresses the results of studies on HRM practices influencing talent 
management and various concepts relevant to the study. How factors like 
selection, recruitment, training and development, motivation, monetary and 
non monetary rewards etc affects talent management practice will be 
concisely discussed. The reasons for potential sourcing and talent 
management will be reviewed in this chapter, in order to understand the 
necessity for the proper implementation of TM strategies. 
	2.2	 WHAT	IS	TALENT	MANAGEMENT?	
As an HR initiative, there has been considerable research work undertaken 
on TM (Scullion et al., 2010), but people are rarely precise about what they 
mean by the term ‘‘talent’’ in organisations (Howe et al., 1998:399)  and the 
implications of defining talent for TM practice (Tansley et al., 2007 cited in 
Tansley, 2011). Some argues that ‘‘companies do not even know how to 
define ‘talent’, let alone how to manage it’’ (The Economist, 2006, p. 4). A 
working definition of talent is vital for talent management practices and 
policies for the organisation and important for employee development, 
planning and designing training and development interventions. Ewerlin 
(2012, p.281) define ‘talent’ as ‘employees who have an above-average 
performance potential and perform their duties and responsibilities well.’  
For organizations, TM remains a critical agenda in spite of the global 
financial crisis in the world (Skuza et al., 2013). Employers recognize that, to 
achieve sustainable competitive advantage and substantial growth a skilled, 
motivated and engaged workforce is the key factor. However, these 
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circumstances, impels organizations to be more innovative, creative and 
effective in their talent management approach.  
In the field of talent management, academic research is not yet able to 
provide much support in finding the appropriate talent management 
solutions. Indeed, research on talent management has been accused of 
lagging behind in offering organizations vision and direction on the matter 
(Al Ariss et al., 2014). During the past ten years talent management 
researches have received increasing scholarly attention (Thunnissen et al., 
2013). Despite this attention there is still no consensus over its theoretical 
backgrounds, definition and scope. The field has also been criticized for 
considering talent management  issues in a selected category of 
organizations like private and multinational (MNC’s) organizations as well as 
region based organization like US-based organizations, Europe-based 
organization and Asia based organization (Powell et al., 2013). However, 
very recently Gallardo-Gallardo et al., (2015) shows meaningful progress in 
this field: since 2010 the number of empirical publications exceeds the 
number of conceptual TM papers published every year. They also argue that, 
thanks to the significant improvement made in recent years, the relatively 
new TM field is developing remarkably, and in the coming few years it will 
moves to a “mature” field of study from a “growing” field. 
2.2.1	 	CONTROVERSIES	IN	TALENT	MANAGEMENT	
 
It is not easy to find the exact meaning of “talent management” because of 
the controversy regarding terms and definitions and the different 
assumptions made by experts who research about TM. The terms talent 
management, succession management, human resource planning, talent 
strategy etc are used interchangeably. For instance, look at the following 
statements with respect to the HRM processes for managing people in 
organizations: 
 
 
‘....ensure the right person is in the right job at the right time’ (Jackson & 
Schuler, 1990, p.235); 
																																																																																																																																																																																	
1404917	
	
22	
	
‘....a systematic and deliberate effort to encourage individual advancement 
and to ensure leadership continuity in key positions by an organization’ 
(Rothwell, 1994, p.6); and, 
‘....managing the demand, supply and flow of talent through the human 
capital engine’ (Pascal, 2004 cited in Lewis and Heckman, 2006). 
 
These terms are used respectively to define talent management, succession 
planning and human resources planning. While these statements focuses on 
managing people their visible similarity confuses the problem that the first 
statement  relate to an outcome, the second refers to a process, and the last 
refers to a particular decision. So, the points in the TM arguments which 
focus on effective talent management are not clear and obscure outcomes 
with processes with decision alternatives. 
 
Managing the selection, acquisition, retention and career development of 
employees forms part of Human Resource Management. Why has the 
terminology changed to talent management? A number of recent articles 
describe “talent management” as a key component of effective succession 
planning (Cheloha and Swain, 2005); and, an effort to ensure that “everyone 
at all levels works to the top of their potential” (Redford, 2005, p.20). Several 
authors fail to define the term or admit, “there is not a single concise or 
consistent definition” (Ashton & Morton, 2005, p.30).  
 
2.2.2	 	DEFINITIONS	OF	TALENT	MANAGEMENT	
	
An empirical research on TM has done by Gallardo-Gallardo and Thunnissen 
(2016).  In the research, they observed that the two most cited definitions 
are provided by CIPD and Collings and Mellahi (2009). These two definitions 
are given below: 
Talent management is the systematic identification, attraction, development, 
engagement, deployment and retention of those individuals who have a 
particular value to an organization, either in view of they are fulfilling 
business/operation-critical roles or because of their ‘high potential, for the 
future (CIPD, 2015).  
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Strategic talent management is the activities and procedures that involve the 
methodical identification of vital positions which differentially play a crucial 
role in the company’s sustainable competitive advantage. The development 
of a efficient talent pool of high performing incumbents to perform these 
roles, and the build up of a comprehensive architecture to expedite filling 
those positions with qualified incumbents and to make sure their continuous 
commitment to the organisation (Collings and Mellahi, 2009, p.304). 
 
After analyzing a number of definition in their research Gallardo-Gallardo 
and Thunnissen (2016, p.50) provide a comprehensive definition of TM. 
According to them “TM is aimed at the systematic identification, attraction, 
development, retention/engagement and deployment of high performing 
and high potential employees, specially for the key positions that 
significantly influence the sustainable competitive advantage of an 
organization”. 
 
2.3	 PERSPECTIVES	OF	TALENT	MANAGEMENT	
	
In the literature it is observed that there are various perspectives of TM. 
Olsen (2000, p.24) suggests a characteristic view, “A company's conventional 
department-oriented recruiting and staffing process needs to be converted 
to an enterprise wide talent attraction and retention effort”. A number of 
practitioners advocate of this view. For example, organizations recruiting 
section have trends to consider TM in terms of sourcing the possible best 
candidates (HR Focus, 2004), leadership-focused manager gives emphasis to 
leader development and succession planning (Conger and Fulmer, 2003), 
while training and development section advocates encourage “growing 
talent” by training and development activities (Cohn et al., 2005:64).	In their 
point of view, these writers replace the traditional term “Human Resources 
Management” with “Talent Management”.	
 
The second perspective on TM focuses on the idea of ‘talent pools’ (Kesler, 
2002). According to these authors, TM is a set of activities planned to ensure 
an availability of employees into jobs throughout the organization (and HR 
Focus, 2003). These concepts are often close to human resource planning or 
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succession planning/ succession management but sometimes can also 
incorporate recruiting and selection processes as a part of typical HR 
practices (Rothwell, 1994 and Jackson & Schuler, 1990). These approaches 
concentrate on projecting/staffing needs and managing the performance of 
employees through positions, quite often by the effective use of company-
wide software systems (Lewis and Heckman, 2006). 
	
A third perspective on TM focuses on talent without regard for specific 
positions or organizational boundaries. Two general views on talent emerge 
within this perspective. The first view treats talent as an unqualified good 
and an important resource to be managed according to performance and 
potential levels (Lewis and Heckman, 2006). Highly competent employees are 
to be sought, hired, and rewarded regardless of their specific roles or 
organization's particular needs. Advocates of this concept grading 
employees by performance level, for example, A grade, B grade, C grade or 
top, competent, and bottom performers (Axelrod et al., 2002). The other 
view of this perspective considered talent as an undifferentiated good and it 
emerges from both the demographic and humanistic perspectives. TM is 
critical because it is a strong HR function to manage employees to a desired 
performance (Walker and Larocco, 2002 and Buckingham and Vosburgh, 
2001) or because demographic and business trends make talents more 
valuable (Tucker et al., 2005 and Romans and Lardner, 2005). 
2.4	 APPROACHES	OF	TALENT	MANAGEMENT	
Building and sustaining a strong talent pipeline is one of the biggest 
challenges facing organizations all over the world (Stahl et al., 2012). They 
need to attract and improve the most qualified employees so that they can 
be more competitive in the market. There is a reasonable debate among 
companies regarding what constitutes “talent” and how talent should be 
managed (Lewis and Heckman, 2006). Since the publication of “War for 
Talent” (a research work carried out by Chambers et al., 1998) published by 
McKinsey Quarterly in 1998, many managers have considered human capital 
management and talent management are synonymous (Stahl et al., 2012). In 
their research, they found that there were two distinct philosophies on what 
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is the best way to manage and evaluate talent. They suggest that the first 
group believed that some people had more “potential” or “value” than others, 
so organizations should focus the maximum of corporate attention, support 
and resources on them. The other group had a more comprehensive view; 
they believe that too much focus on the best employees could negatively 
affect the morale of other employees and damage opportunities to achieve 
broader organizational goals (ibid).  
2.4.1.	THE	DIFFERENTIATED	APPROACH	
In this approach, companies give emphasis on their high-potential 
employees. Although there are criticism to the practice of dividing 
employees based on their potential and performance. Companies following 
this approach give most of the incentives, rewards, and development 
attentions on their top talent (“A players”); give less financial rewards, 
recognition and attention to the medium employees (“B players”); and 
behaves aggressively to employees with less performance and deems to have 
little potential (“C players”) (Chambers et al., 1998). This approach has been 
successfully popularized by General Electric. They differentiated their 
employees as the top 20%, the middle 70% and the bottom 10%, on the basis 
of talent level (Stahl et al., 2012).  
2.4.2	 		THE	INCLUSIVE	APPROACH	
Companies favouring this approach follow a more inclusive view and 
consider reasonably the needs of all levels of employees in the organization 
(Huselid et al., 2009). For example, Shell seems that any individual employed 
at any level by Shell have the potential to be treated as a talent. In the 
inclusive approach, talent management strategy used for different categories 
is based on an evaluation of how best to leverage the value that each 
category of employees can bring to the organization (Schuler et al., 2007).  
 In studying the literature on talent strategy, Iles, Chuai and Preece (2010) 
stated that talent management strategy ranges within two dimensions. One 
dimension concentrates on whether an organization is exclusive or inclusive. 
They also mentioned that exclusive organizations focus talent management 
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practice on relatively few numbers of positions whilst inclusive organizations 
whether an organization focuses on people or positions. “People” companies 
 
 
 
 
 
 
 
 
Fig 2.1 Approaches of Talent Management (Eyring, 2014, p. 32) 
give emphasis on developing individual talent while “position” focused 
companies’ uses their resources on developing capability for particular 
positions. These two dimensions together develop a talent management 
strategy framework with four quadrants. The two views of talent 
management are not mutually exclusive; many enterprises follow a 
combination of both. Considering the different talent pool (such as senior 
executive, early career high-potential and technical expert), there will usually 
be specific career plan and distinct development strategies (Eyering, 2014). 
 
2.5	 THEORITICAL	FRAMEWORKS	OF	TALENT	MANAGEMENT	
 
There are frequent criticisms for an absence of sound theory in the TM 
literature (e.g. Thunnissen et al., 2013; Collings and Mellahi, 2009). However 
Gallardo-Gallardo et al., (2015) mentioned some theories of TM. These 
theories are briefly discussed below: 
2.5.1	 			RESOURCE	BASED-VIEW	(RBV)	
 
The resource-based view is the most prevalent theoretical framework in the 
TM literature.  Within this framework talents are considered as ‘human 
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capital’, rather than referring as ‘employees’ or ‘people’, which are valuable 
and unique. According to Lepak and Snell (1999), high-value human capitals 
are pivotal to firm’s core business, whereas, the other human capital seems 
to be so-called ‘peripheral’ assets. Uniqueness means the level to which the 
human capital would not be so easy to replace (high uniqueness) in an 
organization. On the other hand, replacement is available in the labour 
market and competitors can easily copy it (low uniqueness) (De Vos and 
Dries, 2013).	Boudreau and Ramstad (2005) have introduced the concept of 
‘pivotal positions’, that TM is not only about having the ‘right’ people, but 
also requires proper placing these people in strategically important positions 
in the organization. In TM the fundamental of the resource-based view is that 
human resource can be a key source of sustainable competitive advantage 
and can play a key role to improve organizational performance (Gallardo-
Gallardo et al., 2015). 
2.5.2.	INTERNATIONAL	HUMAN	RESOURCE	MANAGEMENT	(IHRM)			
 In the TM literature the second most accepted theoretical framework is 
IHRM. According to Tarique and Schuler (2010), IHRM is about 
understanding, applying, researching and revising all prevalent HRM 
activities both external and internal contexts. This activities impact 
organization’s HRM processes throughout the global environment to enrich 
the experience of concerned stakeholders. The purpose of IHRM is to 
support MNCs to become successful in the global market (ibid). In this 
concept the term ‘global talent management’ is preferable rather than TM. 
According to Scullion et al., (2010), GTM incorporates all organizational 
activities for attracting, recruiting, selecting, developing, and retaining the 
potential employees in the strategic roles on a global scale.  
2.5.3	 		EMPLOYEE	ASSESSMENT	
The third most prevalent theoretical framework in the TM literature is 
employee assessment. This theoretical framework focuses on identifying 
leadership talent (Church and Rotolo, 2013). It requires the answer of the 
following question; the employees that are identified as talented early, do 
they exhibit outstanding performance in a more advanced position, at a later 
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point in time? (Nijs et al., 2014).	Employee assessment is largely found as a 
secondary theoretical framework (Gallardo-Gallardo et al., 2015). In their 
research they found that sometimes it coincided with GTM issues/ IHRM 
approach (e.g., Makela et al., 2010) and sometime with an RBV approach 
(e.g., Dries et al., 2012).  
2.5.4	 			INSTITUTIONALISM	
The next most prevalent theoretical framework is institutionalism, found in 
the TM literature. Tarique and Schuler (2010) defined institutionalism as the 
study of how normative and cognitive principles impact on institutions such 
as organizations and cultures, and how those institutions deals with the 
behaviours of actors at lower levels, mostly individual employees. Within this 
framework researchers set out to examine how routines, norms, rules and 
schemas become settled as administrative guidelines for organizational 
behaviour (Thunnissen et al., 2013). According to Sidani and Al Ariss )2014) ,
Institutional theory usually practiced to show how institutional factors like 
organizational and national culture, present power relations in enterprises 
and labour markets drive TM practices, policies and strategies.  
2.6			HOW	TM	IS	PUT	INTO	PRACTICE	IN	ORGANIZATION	
To ensure the success of multinational companies, global leaders played 
critical roles in handling the pressures of global competition. Gallardo-
Gallardo and Thunnissen (2016) have analyzed 46 articles on “TM practices”. 
They observe that particularly the academic interest is concentrated on four 
sets of practices. 20 percent of the articles concentrated on attraction, 
recruitment and selection, 19 percent on training and development, 14 
percent on retention and 12 percent on identification of talent. Less than 10 
percent of these articles focus their concentration on performance 
management or staffing/succession planning (e.g. Kim et al., 2014). 
However, little attention is devoted to promotion, work practices or 
management development. They also categorized the articles on basis of 
researched regions. They found that most of the research on TM practices 
has been particularly executed in Europe (22 articles). The other articles 
researched in South and East Asia (12 articles) and to some extent in North-
America (eight articles). However, based on the region, the talent 
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management practices under investigation were different. For example, in 
Europe the researcher’s interest is to describe talent identification, 
recruitment and retention, and to some extent the psychological processes 
regarding these practices (e.g. Bjorkman et al., 2013). In South and East Asia 
region the main problem is its shortage of talent and the complication to 
develop and retain talents in relation to the global ratio. In the articles it is 
clearly reflected, since they predominantly concentrate on talent attraction, 
development and retention (e.g. Schmidt et al., 2013). In North-America the 
scholars focus their attention on a great variety of issues. Interestingly, a few 
of the regions confined their research to only one practice. For example, 
Australian centred on identification, Middle East studies limited on 
assessment, and African articles dealt with perceptions of employee 
regarding TM practices. 
Talent management is one of the top priorities for public and private 
organizations across the world. Trends for talent management, talent raids 
and talent shortage, talent wars, talent metrics retention and concerns for 
talent management strategy are described in the literature, across different 
countries like the USA, Australia, UK, China , Japan, India, and across Asia 
(Chen et el., 2016; Creelman, 2015;  Yeung, 2006; Ruppe, 2006). The major 
priority for organizations is to attract and retain the talented employees. The 
organization must therefore have a positive and strong employer brand to 
make finding and retaining the best talent in the organization (Brewster et 
al., 2005). 
2.7	 	OUTCOMES	OF	TALENT	MANAGEMENT		
Different levels in relation to effects and outcomes are distinguished in the 
literature on TM. Some authors mentioned that the aim of TM is to attract, 
motivate, develop and retain talent (Davies and Davies, 2010 and Beechler 
and Woodward, 2009). TM is primarily focus on fulfilling the human capital 
needs and to narrow the demand-supply gap. The other authors (e.g. 
Cappelli 2008) stated that ‘TM is not about creating succession plans or 
developing employees, nor is it about attaining specific turnover or any other 
tactical output. It provides necessary support to organization’s overall target. 
He also argues that the outcome of the company as a whole, rather than the 
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HR-subsystem, must prevail. The traditional shareholder value paradigm has 
challenged by Boudreau and Ramstad (2005) with the argument that 
companies should strive for a societal goal i.e. sustainability. Besides 
financial viability, ‘sustainability’ includes goals such as social responsibility, 
diversity, supporting employee rights and human rights, contributing to the 
economy and protecting the environment. They also mentioned that 
sustainability rarely appears in talent management or in strategic HR 
planning. Ulrich and Ulrich (2010, cited in Thunnissen et al., 2013) also 
point out that general societal well-being is not an equal outcome of TM; 
actually it is for the improvement of organizational performance.  
 
The important elements of talent management can be divided into two by 
using the Talent Management Wheel: talent management practices and 
guiding principles (shown in the outer ring and the inner ring consecutively).   
                
 
Fig 2.2  Talent Management Wheel (Stahl et el., 2012, p. 27) 
 
These six guiding principles are applicable to each of the respective talent 
management practices. Stahl et el., (2012) found that most organizations 
pay attention to identifying talents at the recruitment and selection stage. 
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They  also  identified  six  key  principles  that  are  followed  by  successful 
companies (1) alignment with strategy (2) internal consistency (3) cultural 
embeddedness (4) management involvement (5) a balance of global and local 
needs and (6) employer branding through differentiation. 
2.8	 	CHOOSING	RIGHT	TALENT	MANAGEMENT	STRATEGY		
A well structured talent management framework should help manager to 
choose strategies that result in various investment decisions, resulting in 
outcomes appropriate for desired markets. Creelman (2015) stated that, to 
become successful in choosing and implementing an effective talent 
management system, human resource department should be ready and 
equipped to own the process. He also identified some common sources of 
failure in selecting and implementing talent management systems: 
1. Failure to connect with business need: Insufficient knowledge about 
the HR strategies relates to implementing a system that actually is not 
dealing with problems of principal importance to the business. It is the 
responsibility of HR departments to make sure the business strategy is 
properly understood and clearly reflected in the talent management 
strategy. 
2. Failure to translate clearly the talent management strategy into 
technology requirements: Due to lack of clear conceptions on how to 
translate the talent management strategy into the output of a 
technology system. From the middle point, HR will translate between 
business-speak and IT-speak. 
3. Expectation that technology can “fix” poor talent management 
processes: The world’s best technology will not be able to correct a 
poor process. A poor process means that software cannot deliver the 
expected results. At first, there is a necessity to fix the ineffective 
process.  
4. Lack of buy-in: Stakeholders may be not be agreeing to change. Due to 
poor cultural fit or poor implementation it may leads to limited 
adoption by the users. HR will be equipped the stakeholders to know 
how the TM strategy will help them to achieve business priorities 
(Creelman 2015:15). 
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The hardest portion of attracting talent is to hire for a position, especially in 
a small company. There’s little scope to select someone new and train him 
from scratch. It is better to hire people who already have a good knowledge, 
then train them how to do the specific business (Dobrian, 2015). An internal 
fit and an organizational fit of the TM practices maximizes the probability of 
being implemented as expected. It also help to adjust to internal and 
environmental changes that increases the chance to achieve the outcomes it 
desired by the organization (Thunnissen, 2016). 
2.9			CONCLUSION	
The best practices will only “best” when they will used in a given context; 
what practice works effectively for an organization may not work properly in 
another. Indeed, it needs an alignment across internal practices, as well as 
with the culture, strategy and external environment which has a deep 
implication for talent management. The organizations need to accommodate 
talent management practices according to their business strategy and align 
them firmly with their value system and leadership philosophy, which will 
differentiate the organizations from their competitors. Multinational 
companies those are efficient in managing talent can achieve a sustainable 
competitive advantages. 
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CHAPTER THREE 
RESEARCH	METHODOLOGY	
	
3.1		 INTRODUCTION	
This chapter deals with the different methods used by the researcher in data 
collection and gathering information. Research is a systematic and scientific 
search for relevant information on a particular topic (Kothari, 2004). It is a 
systematic investigation of finding solutions to scientific problems as well as 
social problems. It means search for knowledge and discovery of hidden 
truths (Rajasekar et al., 2013). The perfection and reliability of research 
results rely on the effective implication of data collection techniques (Harrell 
and Bradley, 2009). It is important to explain collected data and information 
carefully with ensuring the validity, trustworthiness and reliability of 
research. The aim of this chapter is to determine the data collection methods 
for the research study. The collected data and gathered information’s are 
expected to find out the answer to the selected questions of the research 
work. So this chapter includes the research aims and objectives, research 
methods, research philosophy, the research design which will be used in the 
study, the data sources that includes the techniques for collecting data and 
other information, the sample size and sampling technique utilized in the 
study, ethical view and limitations. It also includes the process for data 
acquisition that will focus the issues regarding to the structure of 
questionnaires and interview issues guide.  
3.2	 RESEARCH	DESIGN	
Research design is a successive plan that sustains a road map as a well 
organized procedure and authentic guidelines with regard to when and what 
one intends to do (Kumar, 2014). A research design provides a framework 
for the collection and analysis data and information (Bryman and Bell, 2007). 
Cooper and Schindler (2008) stated that, when selecting a research design it 
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should be in conformity with the research aims and objectives. According to 
Saunders et al., (2009) research design is the comprehensive plan of how the 
research questions will be resolved, and how the aims and objectives will be 
attained by the researcher. Generally research designs are three types in 
nature. They are descriptive, exploratory and explanatory. The descriptive 
type of design illustrates an accurate representation of persons, events and 
situations. The descriptive research based on frequency tables and graphical 
illustrations to show information’s and facts on key demographic variables 
and the means of the responses that will be attained (Teddie and Tashakkori, 
2008). It provides the ability to the research worker gathering information 
about the selected target group for solving the research questions. In this 
study the target group is the employees of Marks and Spencer. This research 
work will utilize both qualitative and quantitative methods and the data 
collection will be done through the distribution of questionnaires and 
through personal interview.  
3.3		 RESEARCH	PHILOSOPHY	
Research philosophy is the combination of evolving the background of the 
research, knowledge of the research and its nature (Lewis & Saunders, 2012). 
According to Myers, (2013) there are three major philosophical school of 
thoughts which includes positivism, interpretivism and critical theory, all to 
be found in the contemporary social research literature. According to 
Easterby-Smith et al., (2012), social science research should be conducted 
with two constructing views; in this research they will be positivism and 
social constructionism. 
3.3.1	 	POSITIVISM		
Saunders et al., (2009) are of the view that positivists have an effort to 
uphold the credibility in their research. In general, positivists try to focus on 
formal, practical and literal definitions of a circumstance because they 
believe in statistical representation and measurability. According to Levin 
(1988), positivists think that without affecting the phenomena reality can be 
observed and described from an objective point of view that is studied. 
Positivists aim to describe an experience "through observation and 
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measurement in order to predict and control forces that surround us" 
(O'Leary, 2004, p.5). Easterby-Smith et al., (2012, p.23) clearly stated some 
philosophical assumptions of positivism. The observer must be independent 
from what is being observed and the choice and process of study will be 
determined by objective criteria rather than interests and beliefs. Concepts 
will be explained in ways that enable facts to be measured quantitatively. 
Problems are better understood if reduced into the simplest possible 
elements (ibid). 
3.2.2	 SOCIAL	CONSTRUCTIONISM	
Social constructionism focuses on the ways that people make sense of the 
world especially through sharing their thoughts and experiences with others 
by the medium of language (Easterby-Smith et al., 2012). It is one of a group 
of approaches that referred to as interpretive methods. The essence of social 
constructionism is that ‘reality’ is determined by people rather than by other 
factors (ibid). The focus should be on what people are feeling and thinking 
individually and collectively and attention should be paid how they 
communicate with each other, either verbally or non-verbally (ibid).  
(Easterby-Smith et al., 2012 p.24) also stated some key features of social 
constructionism: what is being observed the observer is a part of it and the 
main drivers of science are the human interests. The objective is to increase 
understanding of the outcome and concepts should incorporate stakeholder 
perspectives, and if it reduced into simplest terms complexity may arise. 
This research will adopt both the positivist and social constructionist 
philosophies because they will explain the perceptions through interviews 
and measurement of the existing employee working in the CSO. Besides, 
these philosophies commonly practiced by the researchers related to 
traditional natural science (Saunders et al., 2003) and they will generate 
propositions that may illustrates the topic in terms of dependent variables, 
independent variables and the relationship between them (Myers,  2013). 
Notwithstanding that the qualitative data will enable local meanings of how 
TM is practised at M&S Waterloo. Respondent will provide answers to the 
question posed in the questionnaire and the interview issues guide. Both 
sets of data will provide for a better understanding of TM at M&S Waterloo. 
?????????????????????????????????????????????????????????????????????????????????????????????????????????????????????????????????????????????????????????????????????????????????
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A research method is simply a technique for data collection (Bryman and Bell, 
2007).?According to Eldabi et al., (2002), a scientific research must follow 
some particular scientific principles in its application as well as its 
methodological process. They also stated that in every research the selection 
of research method is very crucial as it forms the foundation for the analysis 
of collected data and information. Usually academic research methodology 
categorized as quantitative and qualitative methods (Kothari, 2004). But 
sometimes mixed methods also used which is actually the combination of 
both qualitative and quantitative.  
?????? ???????????? ??????
Qualitative methods aim to find out and understand the perception, 
knowledge and opinion of participants for exploring the purposes, meaning, 
and authenticity (Harwell, 1999). According to (Bryman and Bell, 2007:731)  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Fig. 3.1 Main steps of qualitative research (Bryman and Bell, 2007,p. 406) 
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“qualitative research usually emphasizes words rather than quantification in 
the collection and analysis of data.” Walliman (2005) stated that, either a 
research method will be qualitative or quantitative depends on the 
characteristics of data and the techniques of analysis.  He also mentioned 
that research related to human emotions and feelings are not easy to 
quantify, where qualitative analysis have developed. 
?????? ? ???????????? ??????
Quantitative methods deals with objective maximization and generalize 
findings which generally interested in prediction (Harwell, 1999). Bryman and 
Bell (2007, pp.731) stated that “quantitative research usually emphasizes 
quantification of the collection and analysis of data”. According to Walliman 
(2005), natural science related research usually centred on quantitative 
analysis. Generally, researchers have to choose one research method 
between quantitative and qualitative. This study will adopt a mixed approach 
so that the aims of the research should be achieved successfully. The top-
down reasoning, works by narrowing down from general characteristics to 
specific point known as the deductive approach (Saunders et al., 2003).  
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Fig. 3.2 Steps of quantitative research (Bryman and Bell, 2007, p. 155) 
 
??????? ????????? ?? ??????????????
Esterby-Smith et el. (2012:63) stated some important benefits of mixed 
approach. Mixed methods increase confidence and validity of results and 
stimulate creative and inventive methods. It can help synthesis of theories 
and can uncover deviant dimensions. It can serve as a critical test of related 
theories and can combine confirmatory and exploratory research at the same 
time. It provides better interferences and present greater diversity of views. 
?????? ???????????????
Triangulation entails using more than one method or source of data in a 
research of social phenomena so that findings may be cross-checked 
(Brymen and Bell, 2007). According to Easterby-Smith et al. (2012), in order 
to increase the confidence in the accuracy of observations, triangulation 
using various kinds of perspectives or measures. They also mentioned that 
there may be different realities and perspectives in a research. The 
researcher needs to gather multiple perspectives through a mixture of 
quantitative and qualitative methods and to gather the experience and views 
of diverse individuals and observers that is described as triangulation. By 
????????????????????????????????????????????????
?????????????????????????
?????????????????????????
?????????????????????????
???? ?????????????????????????????
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this triangulated approach attempts are made to reduce the limitations of 
one method following another method in order to cross-check the findings. 
In this study triangulation approach will be followed by using survey 
questionnaires and interviews so that the accuracy of findings is increased 
and research results are become more accepted. 
3.5	 		DATA	COLLECTION	AND	DATA	ACQUISITION	
Data are facts produced by research. Choosing any methods of data 
collection depends on the characteristics of the research problem, the nature 
of outcome and the sources of information (Walliman, 2005).  Burns (2008) 
stated that, the selection of research method depends on the relevance of 
the methodology and research sample. In order to ensure the reliability and 
authenticity of the collected data, the method of data collection has to be 
suitable, practical and relevant to the research. The quality of the research 
depends on the quality of data that is collected. Survey questionnaire and 
semi- structured interview tools will be used for primary data collection. The 
researcher ensured that the collected data are reliable and valid. On the 
other hand, some secondary sources like relevant journals, books, 
newspaper articles, magazines, websites, research papers and other internet 
sources will be used.   
3.5.1			PRIMARY	SOURCES		
The popular processes that practiced for primary data collection are asking 
questions through questionnaire, interviews or observations. The quality of 
data depends on the professionalisms and dedication in every stage: 
sampling, questionnaire preparation, design, analysis and reporting 
(Walliman, 2005). 
3.5.1.1	QUESTIONNAIRE		
A questionnaire is a set of questions in a predetermined order that deal with 
the collection of data, by asking the respondents (Saunders et al., 2009). It is 
a reliable and authentic tool for primary data collection. Questionnaire is a 
flexible method of data collection but need to be utilized carefully to fulfil 
the requirements of the output of research (Walliman, 2005). It is an 
effective method for collecting both quantitative and qualitative data from 
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the respondents. De Vaus (2002) stated that, questionnaire is a method of 
data collection in which respondents are asked some question to respond in 
a pre-determined order.  He also added that it requires a lot of time and 
effort from the researcher. Data collections by E-mail questionnaires are less 
expensive, convenient, high quality and have the opportunity to answer 
respondents own way and suitable time without any influence (Meho, 2006). 
According to Saunders et al., (2003) in drafting a questionnaire it is 
important to consider the nature of the questions, the research objectives 
and also the research sample. They also added that the questionnaire will be 
carefully arranged and main focus will be on the presentation of the question 
and its format. The first page will consists of the introduction by the 
researcher followed by the purpose of the study. 
In this study, the questions will be self -generated by the researcher that will 
help to achieve the required information from the respondent. To ensure 
that the collected primary data answer the research questions and supports 
the research objectives this approach was selected for this study. In order to 
identify which HRM practices will support to improve talent management 
strategy; employees were viewed as appropriate and reasonable source for 
data collection. For collection of raw data a questionnaire will be prepared to 
answer the research questions, and the questionnaire will be self- 
administered to the existing employees in the CSO. E-mail questionnaire will 
be used to collect data from the top management of the CSO. The 
questionnaire will be included in appendix 3. 
3.5.1.2	INTERVIEW	
There are three types of interview: structured, semi- structured and 
unstructured or open-ended (Gill et al., 2008). According to Walliman (2005) 
interview may be face to face or telephonic.  He also explained that face to 
face interview may be carried out at works, at home, even at travelling. 
Szolnokin and Hoffmann (2013) stated that face to face interview is 
structured but flexible and adjustable. It is based on personal interaction 
and sometime restricted within the survey atmosphere. It is time consuming 
and may be biased.  This research will be utilizing the semi-structured 
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approach and face to face process. The researcher uses a list of question on 
fairly specific topic to be covered, known as interview issues guide. 
According to Bryman and Bell (2007) it is a structured list of question to be 
asked or issues to be address in semi-‘structured interviewing’ or a brief list 
of memory prompts of areas to be covered that is often employed in 
‘unstructured interviewing’. The interview issues guide for this study is 
included in appendix 4. 
3.5.2					SECONDARY	SOURCES		
Generally, two types of sources are used for secondary data; external source 
and internet sources (Kothari, 2004). But according to Walliman (2005) the 
major sources of secondary data includes libraries and archives, internet, 
museums and collections, commercial and professional bodies, Government 
departments and the Field. The secondary data collected from library and 
internet that reflected in the review of literature section. The emphasis has 
given mostly in the journal articles that were retrieved from some online 
sources including ebscohost, emerald, proquest, Sage and Google amongst 
others. This is reflected in the adequate referencing of the research.  
For this study data sources and collection techniques are presented below.  
Source of data 
 
 
 
 
 
 
 
 
Figure 3.3 Sources of data 
																						Sources		
Primary	sources	 Secondary	sources	
Questionnaires	 Interview	
Face	to	Face	 Telephonic	
Book,	Journal,	
Newspaper	
External	source	Internet	
Unpublished	Published	
Thesis,	Report	
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3.6	 SAMPLE	SIZE 	
A sample is the representative portion of the population (Salkind, 1997). For 
primary data collection, it is important to have an appropriate sample size. 
Among the employees working at M&S store of Waterloo, one hundred 
respondents will be selected as a sample size for this research. All categories 
of employees will be included from each department such as administration, 
cashiers, customer service, security, shop floor and store room workers etc. 
to provide the information necessary for this study.  The participants will be 
more than18 years old and both male and female employees will be 
included.  
3.7	 VALIDITY	AND	RELIABILITY	OF	RESEARCH		
Validity is defined as the degree to which the researcher has measured what 
he intends to measure (Kumar, 2014). According to Bryman (2012), validity 
concerned with the integrity of the end results that are achieved from a 
research. It is important to solve the issues affecting the validity of research 
which shows the credibility of the study.  
 
Reliability is concerned with the stability and consistency of research 
instruments (Kumar, 2014), with issues of consistency measuring a concept 
(Bryman, 2012), with consistency of the measurement tool used (Saunders et 
al., 2009) or with the consistency of the research measurement (Rangul et 
al., 2008). Bryman and Bell (2011) stated that there are three factors 
involved in interpreting reliability, they include stability, internal reliability 
and inter-observer consistency.  Perspective of knowledge sharing is a 
reliable and well valid way of research (McCourt and Brunt, 2013). 
3.8	 DATA	ANALYSIS		
To analyse the collected data the study will adopt descriptive statistics. It will 
be represented in the forms of tables and charts illustrating their relative 
percentages and means. The retrieved data will be interpreted through 
descriptive statistics to find out the answers of the research questions 
already raised in the study. The results of analysis will evidently provide the 
basis of the discussion of findings, conclusion as well as recommendations.   
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3.9	 LIMITATIONS	OF	THE	STUDY		
There are some challenges and limitations for doing the research. The major 
challenge is the time frame for the project. For doing such a study properly, 
the time is very short. An intensive research of this level cannot be carried 
out effectively within the allocated time. Moreover the sample size of 100 is 
not sufficient. The other major limitation is the availability of reliable sources 
like journals, books, peer reviews articles etc. The data collected from books, 
journals and websites was not updated. The study is further limited by the 
lack of time to conduct another study with another CSO store, so that 
comparisons may be made with the data collection. 
 
 
 
 
 
 
 
 
 
 
 
 
	
 
 
 
 
 
 
 
																																																																																																																																																																																	
1404917	
	
44	
	
CHAPTER FOUR 
PRESENTATION	OF	FINDINGS	
 
4.1	 INTRODUCTION	
This chapter will present the findings achieved from survey questionnaire 
and interview. The aim of this chapter is to present the data. Data was 
collected in response to attain the objectives which are stated in chapter 
one. The objectives were to know the existing TM strategies, the perceptions 
of employees regarding TM practices, and the way to develop TM practice in 
the CSO. This chapter provides the presentation of the qualitative and 
quantitative data gathered from the respondents.  
4.2	 RESPONSE	RATE	
Initially 100 questionnaires were distributed to employees of M&S at 
Waterloo in London. 68 completed the questionnaires and the response rate 
is 68%, while 32 potential respondents did not complete the questionnaire. 
The return rate of 68% shows a good rate of response from the respondents. 
 
Fig. 4.1:  Response of respondents 
 
68	%
32%
Employee	Response
Returned
Not	returned
?????????????????????????????????????????????????????????????????????????????????????????????????????????????????????????????????????????????????????????????????????????????????
????????
?
???
?
???? ????????????????????????? ?????????????????????
???? ???? ?? ???????????
Figure 4.2 shows the percentage of respondents according to their age. It is 
shows that most of the employees (41.17%) are 18-25 years of age. 29.42% 
respondents are in between 26-35 years and 19.11% are in between 36-45 
years of age, while only 10.30% are more than 45 years old. It reflects that 
M&S prefers a younger workforce. It also shows that their retention policy is 
not so attractive because above 45 years old employee is only 10.30%. 
 
Fig 4.2 Age of respondents 
 
???? ??????? ?? ???????????
 
Fig. 4.3 Gender of Respondents 
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Age of Respondents (year)
?????
?????
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Male
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?????????????????????????????????????????????????????????????????????????????????????????????????????????????????????????????????????????????????????????????????????????????????
????????
?
???
?
Figure 4.3 show the gender distribution of the employees. According to the 
figure 58.82% are male and 41.18% are female respondents. Male employees 
are more than female because no female employee works the night shifts.  
???? ????? ?? ???????????
 
Fig. 4.4 Role of Respondents in organization 
Figure 4.4 shows the position of respondents where they are working. It 
indicates that only 2.94% working at managerial level, 5.89% working as 
supervisor or team leader and the major portion working as team member 
(88.23%). The other 2.94% working in other areas like security, cleaner etc. It 
is evident from the result that most of the employees are team member that 
includes cashier, customer service, shop floor workers, logistics etc. 
???? ????????? ????????????? ?????????????????? ????????????
Figure 4.5 shows the duration of service of respondents. It shows that 
52.94% works for less than a year, 22.06% works for 1-2 years, 14.71% works 
for 3-5 years and only 10.29% works for more than 5 years. From the 
statistics it is evident that more than half of the employee’s works for less 
than a year. However, only 10.29% of respondents are working for more than 
5 years. This statistics reflects that the retention policy of the CSO may not 
be so attractive. However the store was reopened in June 2015; at that time, 
they appointed a huge number of new employees. It may be the reason for 
more than half employees are working for less than a year. 
????? ?????
??????
?????
???????????????????
???????
??????????????????????
????? ?????
??????
?????????????????????????????????????????????????????????????????????????????????????????????????????????????????????????????????????????????????????????????????????????????????
????????
?
???
?
 
Fig. 4.5: Duration of service of respondents 
 
The above presentation of data shows the biographical data; the data in 
relation to talent management will now be presented. 
 
???? ????????????????????????????????????? ????????????
???? ????????????????????????????????? ????????? 
Employees were asked their view on the statement that the CSO follows a 
well-organized and systematic procedure of recruitment and selection. The 
results as shown in figure 4.6, demonstrates that most of the (41.11%) 
employees agree with the statement. It also shows 17.65% strongly agree 
and 17.65% not agree, where 20.59% neither agree nor disagree. No 
respondents strongly disagree with the statement. The mean value of the 
response is 2.38 (Appendix 5), which shows that most of the respondents 
agree with the statement. Figure 4.6 shows that 25% male and 7.14% of 
female respondents strongly agree with the recruitment and selection 
process of the CSO. 32.5% male and 60.71% of female respondents agree 
with the process. 20% male and 14.28% female disagree with the statement 
whether 22.5% male and 17.86% of female respondents neither agree nor 
disagree. Most of the respondents including male and female have a positive 
perception on the recruitment and selection process. As a result of the data 
??????
??????
??????
??????
??????????????????????????
????????????????
?????????
?????????
????????????
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Fig. 4.6 View respondents on the statement that the CSO follows a well-organized 
and systematic procedure for selection and recruitment 
 
obtained from the interview, the following comments were made, “Free and 
fair selection process should be introduced in different positions according to 
the skill and efficiency of the candidate”. Another respondent suggested that 
“the organization can choose the employees by assessment or one to one 
interview”. One respondent also mentioned that “M&S encourages reference 
recruitment system”. 
(B)	 RESPONDENTS	PERCEPTION	ON	TRAINING	PROVIDED	BY	THE	CSO	
Respondents were asked their opinion about the training they receive in the 
CSO. 17.65% of respondents strongly agree and 33.82% of respondents 
agree with the statement that the CSO gives proper training to employees. 
23.53% of respondents disagree and 4.41% of respondents strongly disagree 
with the statement; 20.59% of respondents remain undecided. The mean 
value of this response is 2.63 (Appendix 5) which shows that most of 
respondents   think that, the CSO give proper training to their employees.  
Most of the respondents both male and female agree with the observation 
that they get proper training in the CSO. Figure 4.7 shows that 22.5% of male 
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Fig. 4.7 Perception of respondents on the statement that the CSO gives proper    
training to their employees 
 
respondents strongly agree and 35.00%of respondents agree with the 
observation. 17.50% of respondents disagree and 7.50% of respondents 
strongly disagree with the observation; another 17.50% has given no 
opinion.  
Among the female employees 10.71% strongly agree and 32.14% agree. 
Another 32.14% female disagree with the observation and 25% has given no 
opinion. Data obtained from the interview provided the following comments 
“M&S should be more committed and attend to the training and development 
on their talented employees. However, the training for new staffs is better 
than in other brands”. Another respondent commented that “the company 
should more concentrate on their training processes”. 
(C)	 RESPONDENTS	IMPRESSION	ON	RETENTION	POLICY	
Respondent were requested to give their answer whether they are convinced 
or not with the retention policy of the CSO. The mean value of this statement 
is 3.19(Appendix 5) that shows that most of the respondents are not 
convinced with the retention policy. Figure 4.8 shows that only 10.28% of 
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respondents strongly agree and only 17.67% of respondents agree, 27.94% 
of respondents disagree and 14.70% of respondents strongly disagree with 
the statement. A significant number of respondents have not given any 
 
Fig. 4.8 Impression of respondents on the statement that they are convinced with the 
retention policy of the CSO 
answer of this question (29.41%). Male and female respondents separately 
also shows almost the same results (Fig. 4.8). As a result of the data 
obtained from the interview, the following comments were made, “the 
organization can give extra opportunities and facilities to attract and retain 
the talented employees. Another respondent commented that, “the 
organization can attract and retain the talented employees by providing high 
salary, proper international training, timely promotion, good management 
and favourable environment”. 
(D)	TALENT	IDENTIFICATION	AND	TALENT	CREATION	PROCESS	OF	THE	CSO	
Respondents were asked to give their view on the talent identification 
process. The mean value of this response is 3.04 (Appendix 5). It shows 
most of the respondents do not think that the talent identification process of 
the CSO is excellent. Figure 4.9 shows that only 10.29% of respondents 
strongly agree and29.42% of respondents agree with the statement; 27.94% 
of respondents disagree and 13.23% of respondents strongly disagree. There 
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is not much variation between male and female respondents with this 
discussion (Fig. 4.9). 
 
Fig. 4.9 Opinion of respondents on the statement that the talent identification 
process of the CSO is excellent 
 
Fig. 4.10 Perception of respondents on the statement that the talent creation 
strategy of the CSO is impressive 
 
In response to talent creation in the CSO, the mean value of this answer of 
the respondents is 3.20 (Appendix 5) which shows that most of the 
respondents not agree that the talent creation strategy of the CSO is 
impressive.  Figure 4.10 shows that only 5.88% of respondents strongly 
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agree and 26.47% of respondents agree with statement. On the other hand, 
29.42% of respondents disagree; 14.70% of respondents strongly disagree 
and 29.42% of respondents have given no answer. The figure also shows that 
32.50% of male and 17.86% of female respondents agree; 27.50% of male 
and 32.14% female respondents disagree with this statement. As a result of 
the data obtained from the interview, the following comments were made, “I 
did not found any talent creation or talent identifying approach in the 
organization”. 
(E)	EMPLOYEE	SUCCESSION	PLANNING	
Respondents were requested to give their view on the statement that 
employee succession planning in the CSO applied effectively. The mean value 
of this response is 3.17 (Appendix 5) which shows that most of the 
respondents think that employee succession planning strategy is not applied  
 
Fig. 4.11 View of respondents on the statement that the employee succession 
planning strategy is applied effectively 
 
effectively. Figure 4.11 shows that more than 50% of female respondents and 
38% of the total respondents neither agree nor disagree with the statement. 
It may be they have no clear idea about succession planning strategy of the 
organization. 
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(F)	 SALARY	FOR	TALENTED	EMPLOYEES 
Respondents were asked their opinion on salary given by the organization. 
The mean value of this answer is 3.83 (Appendix 5) which indicates that 
maximum respondents believe that the CSO is not giving good salary. Figure 
4.12 show that 37% of respondents disagree and 30.88% of respondents 
strongly disagree (total67.88% of respondents) with the comment that M&S 
gives good salary. 19.12% of respondents neither agree nor disagree and 
only 11.76% of respondents agree with the statement. 35.71% female 
disagree and 38% male respondents strongly disagree with the salary 
provided. A respondent in the interview commented as follows “the hourly 
pay should be raised”. 
 
Fig. 4.12 Opinion of respondents on the statement that the CSO gives good salary to 
its employee   
 
(G)	EMPLOYEES	VIEW	ON	THE	MONETARY	AND	NON-MONETARY	REWARD	
Respondents were asked their view about the quantity of monetary reward 
gives by the organization. The mean value of this result is 3.42 (Appendix 5) 
that indicates that most of the respondents not satisfied with monetary 
rewards provide by the organization. Figure 4.13 shows that 38.28% of 
respondents disagree and 26.47% of respondents strongly disagree with the 
statement that employees are happy   with   the   monetary   reward provides 
by   the organization.  Only 13.23% of respondents agree with the comment. 
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As a result of the data obtained from the interview, the following comments 
were made, “M&S should provide bonus in different festivals like Christmas, 
Good Friday etc.”. 
 
Fig. 4.13 Opinion of respondents on the quantity of monetary reward provide by 
the organization  
  
 
Fig. 4.14 Opinion of respondents on thequality of non-monetary reward provide 
by the organization 
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In case of non-monetary reward the mean value of the response is 
3.61(Appendix 5) that shows that most of respondents not satisfied with the 
non-monetary rewards provide by the organization. Figure 4.13 and figure 
4.14 shows that the reflections of respondents in both monetary and non-
monetary reward are almost the same. Some respondents told that “reward 
and benefit should be higher in M&S”. Employees prefer monetary reward 
rather than non-monetary, the mean value of this response is 2.48 (Appendix 
5) which shows that most of the respondents expect monetary reward rather 
than non-monetary. Figure 4.15 shows that 30.86% of respondents agree; 
19.12% of respondents strongly agree and only 9% of respondents disagree  
 
Fig. 4.15 Opinion of respondents on thestatement that they prefer monetary 
rewards rather than non-monetary 
 
with the statement. As a result of the data obtained from the interview, the 
following comments were made, “the organization can motivate the talented 
employee by giving more reward both monetary and non-monetary”.  
(H) RESPONDENTS VIEW ON TIMELY PROMOTION  
Respondents were asked to give their view on timely promotion in the 
organization. The mean value of this feedback is 3.26 (Appendix 5), which 
shows that most of the respondents think that M&S do not give timely 
promotion to its employees. But from figure 4.16 it is clear that in favor  
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Fig. 4.16 Opinion of respondents on timely promotion of talented employees 
(27.94%) and against (28%) this statement the response of respondents is 
almost the same but 17.64% of respondents strongly disagree and only 
4.14% of respondents strongly agree with the statement. 
(I)	 EXISTING	HRM	PRACTICES,	PERFORMANCE	MANAGEMENT	SYSTEM	AND	
PERFORMANCE	APPRAISAL	
	
Respondents were asked their view on the observation that the current HRM 
practices motivate the employees properly or not. The mean value of this 
result is 3.20 (Appendix 5), that shows most of the respondents are not  
 
Fig. 4.17 View of respondents on existing HRM practices motivate the talented      
employees to higher performance 
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properly motivated with the existing HRM practices followed by the 
organization. Figure 4.17 shows that 25% of respondents agree; 28% of 
respondents disagree and 20.58% of respondents strongly disagree with the 
statement. 36% of female respondents and 25% of male respondents neither 
agree nor disagree with the statement. Data obtained from the interview 
provided the following comments, “M&S can motivate the talents by 
providing house rent, festival bonuses, supplying dress, shoes, and transport 
allowances, providing food and drinks at the break time”. 
In response to the existing performance management systems (PMS) engage 
the talented employees to higher performance or not, the respondents have 
given almost the same answer. The mean value of the response is 3.35 that  
 
Fig. 4.18 View of respondents on the statement that the existing PMS engage 
talented employees to higher performance 
 
shows that most of the respondents don’t agree with the existing PMS. 
Figure 4.18 shows that 25% of respondents agree, 28% of respondents   
disagree and 20.59% are strongly disagree with the existing PMS. The 
response of male and female respondents is almost the same. The following 
comments were made by a respondent during the interview, “the 
organization can improve the performance management system through 
person to person observation by supervisors, then talking to them every 
week where they are not doing well and how they can improve in that area”. 
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In case of performance appraisal the mean value is 2.61 (Appendix 5) which 
shows that most of the respondents agree with the existing performance 
appraisal is a fruitful technique for talent identification. Figure 4.19 shows 
that 26.47% of respondents agree and 11.76% of respondentsstrongly agree  
 
Fig.4.19  Perception of respondents on the statement that the existing performance
 appraisal is a fruitful technique to identify talented employees. 
 
with the statement and 30.88% of respondents remain undecided. More 
female respondents (35.71%) are in favour of the current performance 
appraisal than male respondents (20%). Data obtained from the interview 
provided the following comments, “the manager should give a chance to 
employee to see their 12 weeks performance chart so that they can do it 
better”. Another respondent mentioned that “there should be no 
discrimination in performance appraisal”. 
(J)	PERSONAL	CAREER	PLANNING	
Respondents were asked about their personal career planning opportunity in 
the organization. The mean value of the response is 3.01 which show that 
there is a moderate opportunity of personal carrier planning in the CSO. 
Figure 4.20 shows that 35.71% of female respondents are satisfied with the 
opportunity, 21.43% of respondents not satisfied and 28.57% of respondents 
remain undecided. A respondent in the interview commented “A lot of 
talented employees could not get the chance to improve their carrier here”. 
14
%
20
%
30
.0
0%
23
%
12
.5
0%
7%
35
.7
1%
32
.1
4%
17
.8
6%
7.
14
%
11
.7
6%
26
.4
7% 30
.8
8%
21
%
10
.2
9%
0%
5%
10%
15%
20%
25%
30%
35%
40%
Strongly	Agree Agree Undecided Disagree Strongly	
disagree
Male
Female
Total
																																																																																																																																																																																	
1404917	
	
59	
	
Another respondent commented that “there is no specific career planning 
opportunity in the organization”. 
 
Fig. 4.20 Perception of respondents on the opportunity of personal career 
planning in the CSO 
 
	(K)	MENTORING	AND	RECOGNITION	OF	TALENTS	
Respondents were asked about the cordial mentoring provided by the senior 
managers. The mean value of the answer is 2.92 that show that most of the 
respondents satisfied with the cordial mentoring of the seniors. Figure 4.21 
shows that 23% of male respondents strongly agree and 25% of female  
 
Fig. 4.21 Opinion of employees on the cordial mentoring of the senior managers 
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respondents agree; only 10.29% of respondents strongly disagree with the 
statement and 25% of respondents remain undecided. As a result of the data 
obtained from the interview, the following comments were made, “the 
company should improve their management behaviour to give the employee 
satisfaction”. Another respondent commented that “it is a great place to 
work and employees are treated with respect and the seniors help in every 
step”. 
 
Fig. 4.22 Opinion of respondents on proper recognition of talented employees in the CSO 
 
In response of the recognition of the talented employees, the mean value of 
the response is 3.43 which shows that the organization do not give proper 
recognition to their talented employees. Figure 4.22 show that 26% of 
respondent disagree; 22.05% of respondents strongly disagree and only 
19.12% of respondents agree with the statement that the CSO give proper 
recognition to their talented employees. 
	(L)	UTILIZATION	OF	TALENTED	EMPLOYEES	IN	RIGHT	PLACE	
Respondent were asked about the position of talented employees in the 
organization. The mean value of the response is 3.30 which show that most 
of the respondents think that the talented employees are not working in the 
right place in the organization. Figure 4.23 shows that 23.52% of 
respondents agree and 23% of respondents disagree but 17.64% of 
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Fig. 4.23 View of respondents on the statement that the talented employees are 
working in the right place in the CSO 
 
respondents strongly disagree with the statement that talented employees 
are working in the right place.  
(M)	HRM	DEPARTMENT	AND	OVERALL	TM	PRACTICES		
Respondents were asked about HRM department is functioning properly or 
not. The mean value of this answer is 3.16 which show that maximum 
number of respondent think that the HRM department is not functioning 
properly. According to figure 4.24, 22.05% of respondents agree and 24% of 
respondents disagree with the observation but the major portion (32.35%) 
neither agree nor disagree. As a result of the data obtained from the 
interview, the following comments were made, “In M&S till servicing is very 
hard because there is no option of sitting whether the other brands like 
Tesco, Sainsbury, Wilko etc. have the sitting arrangement for the cashiers. 
So there should be chair for cashiers in the till”. Another respondent 
commented that “there should be more communication between employees 
and management”. Another respondent comments that, “After 2/3 months 
there should be a meeting where the employee and management can 
exchange their views”. 
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Fig. 4.24 View of respondents on the statement that the HRM department is 
functioning properly 
 
 
Fig. 4.25 Opinion of respondents on the statement that the overall TM practice is 
satisfactory in the CSO 
 
respondents agree and 21% of respondents disagree with the statement and 
27.94% of respondents neither agree nor disagree. As a result of the data 
obtained from the interview, the following comments were made, “no 
arrangement is made out that demonstrates that M&S support and nourishes 
the talent. Only physical labour is appreciated in most cases. So scope should 
be created where talent and creativity can be encouraged”. Another 
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respondent commented that, “I have never been asked about my talent 
within M&S, Waterloo”. 
The above represents a summary of the data collected and which is relevant 
for the thesis. 
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CHAPTER FIVE 
ANALYSIS	OF	FINDINGS	
	 	
5.1	 INTRODUCTION	
The most complex and contested portion of a dissertation is data analysis; 
however this area has received limited theoretical attention (Casterle et al., 
2012). The aim of this chapter is to analyse the data and discussions of 
findings. The objectives set are to know about the current TM practice in the 
CSO, the perceptions of employees regarding TM practices, and the way to 
develop TM practice in CSO. This chapter provides in-depth analysis and 
discussion of the data gathered from the respondents. The analysed data 
and relevant interpretations will form the foundation for the conclusions and 
recommendations of the study for the CSO for future considerations. 
5.2	 DISSCUSSION	
At first the collected data were assembled and then observed primarily. After 
a basic analysis of the data (both quantitative and qualitative), descriptive 
statistics was applied to analyze the data and information that are answering 
the questions raised earlier in the research. To that end, the results from this 
research will be discussed and critically analyzed in this section of the thesis. 
The representations of the findings have helped to clarify the research 
objectives by providing a critical discussion to the issue raised. The findings 
gathered are therefore analysed and discussed with reference to the research 
data obtained.  
5.2.1 The TM strategies being practiced by CSO 
The study revealed that, most of the practices regarding TM are being 
followed in the organization. These practices include recruitments and 
selection, training of staff, talent identification and talent creation, reward 
and recognition, promotion and motivation of employees, performance 
management system and performance appraisal, personal carrier planning 
and mentoring. For example, see evidence of this in the following diagrams 
(see figures at chapter 4) and comments made by respondents in the 
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interviews: “it is a great place to work and employees are treated with 
respect and the seniors help in every step”. Moreover, Heinen and O’Neill, 
(2004) opines that a good talent management strategy incorporates 
“recruitment, selection, on-boarding, mentoring, personal career 
development, performance management, leadership development, career 
planning, replacement planning, recognition and reward etc.”. These 
practices are being followed by the CSO and therefore, demonstrate evidence 
of a TM strategy. 
Aravamudhan and Krishnaveni (2015) stated that “A robust recruitment and 
selection process can help the company leapfrog the competition by seeking 
out, recruit, hire and retain top-notch talents”. In the face to face interview 
respondents mentioned that the organization follow a modern approach for 
recruitment and selection. Applicants should apply online with detail 
curriculum vitae and then the organization sends them a set of questions in 
their link. Applicants should give the answer to the questions within a fixed 
time. In this way the organization selects the employee who they think is fit 
for their organization. After recruitment and selection they arrange a whole 
day intensive training for the new employee before joining. When the new 
employee starts work, the supervisor trains him/her about his/her specific 
job.  
The performance appraisal system of the CSO is effective as most of the 
respondent mentioned (See evidence of this in fig 4.19 at chapter 4). 
Lemieux-Charles et al., (2003) argued that “A crucial element of a 
performance management system is monitoring the area where change is 
required and which will in turn produce the desired behaviour that will 
produce improved performance”. This practice is seen as an integral part of 
any good TM strategy and practice. In the CSO, the manager/assistant 
managers intensively observe employees directly and through CCTV. The 
supervisors also inform their view about employees to the manager. With his 
own evaluation and considering supervisor’s perception the manager 
evaluate the overall performance of the employee. The CSO practices in 
encouraging the development of talent are satisfactory.  
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The talent identification process and talent creation strategy of the CSO is 
not so impressive (see fig. 4.9 and 4.10 in chapter 4). They treat all the 
employees in a similar manner without considering their potentiality. The 
organization follows an inclusive approach (Schuler et al., 2007) rather than 
exclusive approach (Schuler et al., 2007). “This type of organization consider 
reasonably the needs of all levels of employees in the organization (Huselid 
et al., 2009), without dividing the employee into ‘A players’, ‘B players’ and 
‘C players’ (Chambers et al., 1998). However, other practices in TM are 
permissible and according to Stahl et el., (2012) as discussed in the review of 
literature, “they believe that too much focus on the best employees could 
negatively affect the morale of other employees and damage opportunities to 
achieve broader organizational goals”. It therefore seems that the CSO is 
supporting a TM strategy in this particular area based on Stahl et al., views. 
 
5.2.2 Perception of employees about TM practices by the CSO 
The findings of this study revealed that respondents have a mixed 
perception about the TM practices in the CSO. Most of the respondents think 
that the TM strategy of the organization is good (see respondents comment 
at chapter 4.4.K). However, in interviews not all respondents agreed with the 
above. In particular it was noted that some believed that the TM strategies 
were not being practiced e.g. a respondent commented that he did not “find 
any visible effort that support and nourishes talented employees” (see fig 
4.10 in chapter 4). 
 
Some of the respondents think that the recruitment and selection procedure 
of the CSO is well-organized and systematic. However, some employees have 
different perceptions that the recruitment and selection procedure is not so 
systematic as one employee commented that “M&S encourages reference 
recruiting system” which assist in the conformation of what is stated by the 
prospective employee. Admittedly,  “recruitment and selection had long been 
viewed as a critical component in an organization matching candidates and 
future jobs” (Scolarios and Lockyer, 1999). Some respondents’ thinks that 
the organization should provide more training although the training for the 
new staff is better than the other brands as one respondent commented that 
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“the company should more concentrate on their training processes” (see the 
comments in chapter 4.4.B). 
According to the study’s findings the organization is not so active in the 
attraction and retention of talented employees. Neither is the CSO’s 
identification and creation of talents, proper placement of talented employee 
in the right position and satisfactory payment. Notwithstanding that, in some 
fields of TM they are doing well e.g. recruitment and selection, training, 
performance appraisal, mentoring, personal career planning etc. One 
respondent commented that, “the training for new staffs is better than the 
other brands”.  (see evidence of this in the following diagrams and 
comments made by respondents at chapter 4).  
Most of the respondents are satisfied with the working environment. All the 
senior staff including managers and supervisors gives tips on how 
employees can work efficiently and they help in every possible way. Any 
employee can discuss his/her problem with their supervisor and most of the 
time they consider it positively (see respondents comment in chapter 4.4.K). 
The employees are happy to plan a career with the CSO. According to a 
recent study “brand engagement can motivate the employees up to 94%” 
(Whitter, 2015). People feel proud to work with the branded company. The 
CSO is a world famous branded company, so the employees feel proud to 
develop their career with this organization. 
 
Respondents are not so impressed on the talent identification process, talent 
creation strategy and the monetary and non-monetary reward practised by 
the CSO. Randhawa (2008) opined that “In order to motivate their employees 
and to achieve the strategic objectives non-monetary rewards can be 
provided by organizations”. In this regard, the CSO may be more competitive 
with its monetary rewards; and improve practice in the areas criticised by 
respondents. A change in relation to the non-monetary reward may also 
motivate the employees. The employees also think that the recognition 
practice of CSO is not satisfactory and it could be an effective way to 
motivate the talented employees. According to Schlanger (2012), 
“Recognition is the best motivator, recognizing hard-working employees can 
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help a company in innumerable ways”. Unfortunately, the research showed 
that there is minimal provision of visible recognition in the CSO. Employees 
are also not so satisfied with the salary provided by the organization as one 
employee commented “the hourly pay should be raised” and the others 
shows the same opinion (see fig 4.12 in chapter 4). So, from the above 
discussion it can be concluded that, the employees have a mixed perception 
about the practice regarding talent management in the CSO. 
 
5.2.3 The way to develop TM practices in the CSO 
By analyzing the collected data and information it is clear that there are 
some areas where the CSO can develop their TM practices. In recruitment 
and selection, the CSO have more scope to be well-managed. “Recruitment 
serves the important function of infusing the necessary talent into the 
organization. A well managed recruitment and selection process help create 
positive organizational image” (Pilbeam and Corbridge, 2006), as well as 
“can improve organizational performance” (Robert, 2005). According to the 
respondents the organization can take direct examination or face to face 
interview and can discourage the reference recruiting system, as one 
respondent comments that “the organization can choose the employees by 
assessment or one to one interview” (see the comments at chapter 4.4.A). 
The CSO can also better attract and retain the talented employees by 
providing more competitive wages, international trainings, more monetary 
and non-monetary rewards, timely promotion, good management and 
favourable working environment (see respondents comment in chapter 
4.4.C). These practices ought to motivate the talented employees to give 
their best for the company. Beside these practices the CSO can motivate the 
talented employees by raising hourly wages, providing house rent and 
transport allowances, festival bonuses, supplying dresses and shoes, 
providing foods and drinks at the break time (see the respondents comment 
at chapter 4.4.I). “To achieve a competitive result through improved 
performance, motivation considered an effective tool” (Heil, Stephens and 
Bennis, 2000, cited in Hewapathirana, 2012).  
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In performance appraisal there is some scope to develop. Jacobs et al., 
(1980) mention that, “Performance appraisal is the systematic evaluation of 
performance and potential for development of an individual”. For better 
improvement of each area, the managers should give a chance to employees 
to see their 12 weeks performance chart. There should be bottom-up 
appraisal system so that the supervisors and managers are also evaluated by 
the general employee. All types of discrimination at performance appraisal 
should be removed as a respondent mentioned that “there should be no 
discrimination in performance appraisal”. (see the comments made by the 
respondents at chapter 4.4.I). According to   Chauhan et el., (2016) 
“Appraisal can be measured against factors like job skills, initiatives, quality 
of output, leadership abilities, supervision capacity, dependability, judgment, 
cooperation, health and versatility”. All these factors should be considered 
carefully. 
 
There are some opportunities to develop overall TM practices in the CSO. 
More scope should be created where talent and creativity can be encouraged. 
There should be more communication between employees and management 
that can be ensured by at least one meeting after 3 months where they can 
exchange their views (see respondents comment at chapter 4.4.M). Everyone 
should follow the rules and regulations to ensure a favourable working 
environment. By ensuring theses practices the CSO can become more 
strategic in managing talented employees. 
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CHAPTER SIX 
CONCLUSION	
 
The purpose of the research was to critically evaluate the existing TM 
strategies practiced in the CSO, the perception of employees about the TM 
strategy, and how these practices can be better developed. Through a survey 
questionnaire and semi structured interviews both quantitative and 
qualitative data were collected. After collecting the data it was presented 
through tables and graphs. The data was then critically analysed and 
discussed, the aim is to fulfil the research objectives. 
TM is not a new concept to organisations or their employees. From the 
analysis, it is clear that the employees are aware of the TM practices. They 
silently observe how they are treated by the management of the CSO. In this 
regard, the CSO need to focus their HRM systems on the selection, 
development, and deployment of talented employees in a proper way 
(Lombardo and Eichinger, 2000). In meeting the first objective of the study, 
which is to critically evaluate the existing TM strategies, it was discovered 
that the CSO is following most of the TM practices for their employees.  
The perceptions of employees about existing TM practices were critically 
analysed. However, it is interesting to note that, with some TM practices 
followed by the organization, some employees are satisfied while some 
employees are not satisfied. It means that individuals are motivated and 
become satisfied in different ways, the CSO ought to take cognisant of such 
matters. 
For example, the organization follows an online recruitment and selection 
system, and prefers a reference system; this strategy is criticised by some 
employees. Although the CSO provides training for employees, some 
employees needed more training. It was also recognised by employees that 
the training for new staff is better than their competitors. 
The retention policy of the organization is not so fruitful. Only 10.29% 
employee works more than five years in the organization. The salary for both 
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new and old employees is not so attractive although it ensures the timely 
payment of salary. It does not provide extra monetary and non-monetary 
rewards like festival bonus, high profit bonus, foreign tours, recognition 
letters, best employee of the month/year etc. Organizations need to make 
sure that not only potentials of employee is high, but also their commitment. 
In order to ensure high commitment; in such matters organizations need to 
establish a cordial employment relationship with employee’s high potentials 
through mutual agreement (Dries et el., 2012).  
In relation to the brand value there is nothing to mention which significantly 
motivates employees. The CSO can motivate employees by reward and 
recognition, a more competitive salary, uniform, and other tangible fringe 
benefits to employees. The CSO may also attempt to ensure the retention of 
talented employees. In the design of their TM systems, the organization 
needs to keep these motivators in mind; if the achievements of high 
potential employees are to give sustainable competitive advantage to the 
CSO. Such practices may encourage these employees to stay with the CSO 
(Paauwe and Boselie, 2005). In some cases employees are not properly 
recognized for their talents. The CSO should find a better way to recognize 
and award the most talented/best employees through a recognition strategy. 
The organization has a cordial atmosphere and favourable environment for 
both male and female employees. It is a good workplace for especially new 
employees. The CSO has adopted an inclusive approach ((Schuler et al., 
2007)) where all employees are treated fairly, without giving priority to the 
talented employees. 	
The talent identification and talent creation strategy can be improved upon, 
the comments of some respondents show this, and therefore the CSO ought 
to take on board these suggestions. The performance appraisal system is 
good. The managers and supervisors observe all the employees directly and 
through other performance based arrangements such as meetings etc. 
At the time of the research, managers were seen to be considering 
employees total performance. Although in relation to physical labourer’s 
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emphasis was not provided. In this regards, the talent is not so importantly 
evaluated amongst this group of employees. 
The CSO mentoring of employees is good. The manager/assistant managers 
give tips to the employees and teach them how to do their jobs well. 
Employees can ask anything related to their job to the managers. They are 
treated with respect and all employees help each other. The employees are 
interested to make a career with the CSO as it is a top branded company in 
UK, as well as in the world. But the CSO needs a clear career planning 
strategy for its employee so that the employees can serve the organization 
without any tension and or frustrations. 
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CHAPTER SEVEN 
RECOMMENDATIONS	
 
On the basis of the findings and analysis of the research, it is necessary that 
managers as well as the CSO take into consideration the following 
recommendations for better improvement of TM practices in the CSO. 
• Management should follow an effective recruitment and selection 
procedure that will ensure that the talented people are selected among 
the job applicants. For example, then proper training should be 
provided regarding to their specific jobs. Based on the output of work, 
foreign training may also be arranged for talented employees.  
 
• Besides more competitive wages, more monetary and non-monetary 
rewards should be provided. The CSO can provide better fringed 
benefits to employees. 
 
•  The CSO should ensure an effective career planning with timely 
promotion for the talented employees. For example, the talented 
employees should be recognized properly for their extra efforts. The 
manager may give a letter of appreciation with copies to employee's 
file for top performance. Such practices will motivate employees 
significantly and they may be more willing to stay in the CSO especially 
when they feel a sense of pride in their jobs.  
 
• The performance management system can be more developed. For 
example, when an employee is evaluated once in a year, he/she have 
no opportunity to develop himself/herself within that year, if it is 
below the standards. If employees are informed about his/her 
performance standard after three or four months, he/she can improve 
the performance as is necessity. So the management can inform 
employees quarterly about their performance level.  
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• There should be bottom-up appraisal system so that supervisors and 
managers are also evaluated by the employee. In this way, the 
supervisors and managers will be more conscious about their duties 
and responsibilities. There should be at least a meeting within 3-6 
months, so that employees and managements can exchange their 
views and it will also improve the communication among the total 
workforces. 
 
•  Further research should be carried out on other branches of the CSO. 
It may provide a complete picture of TM practices in the CSO and may 
help to design a comprehensive TM strategy.  It may also make a 
contribution to literatures in HRM, especially in TM.  
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Participant Information Letter 
	
Programme	of	Study:			International	Human	Resource	Management	
Dissertation	Title:Perception	of	Employee’s	about	the	Human	Resource	Management		
Practices	(Talent	Management)	in	Marks	and	Spencer	in	London		
Dear	Participant,	
You	 are	 being	 invited	 to	 take	 part	 in	 a	 research	 study.	 Before	 you	 decide	 whether	 to	 participate,	 it	 is	
important	for	you	to	understand	why	the	research	is	being	done	and	what	it	will	involve.	Please	take	time	
to	read	the	following	information	carefully	and	ask	us	if	there	is	anything	that	is	not	clear	or	if	you	would	
like	more	information.	Take	time	to	decide	whether	or	not	you	wish	to	take	part.	
What	is	the	purpose	of	the	study	
- To		know	the	perception	of	employees	about	the	HRM	practices	in	Marks	&	Spencer	
- They	are	being	asked	to	take	part	to	know	their	views	regarding	HRM	practices.	
What	will	I	have	to	do	if	I	take	part?	
- You	will	be	asked	20	questions	at	your	workplace	at	break	time.	It	will	need	maximum	10	minutes.	
What	are	the	possible	disadvantages	or	risks	of	taking	part?	
- There	is	no	disadvantage/risk.	
Do	I	have	to	take	part?	
You	 are	 under	 no	 obligation	 to	 participate	 in	 this	 study.	 If	 you	 do	 decide	 to	 take	 part,	 you	 are	 free	 to	
withdraw	at	any	time	without	giving	a	reason.	If	you	do	not	take	part	or	withdraw	from	the	study	at	a	later	
date,	 it	 will	 not	 disadvantage	 you.	 	 Except	 in	 the	 case	 of	 partially	 completed,	 anonymous	 on-line	
questionnaires,	all	data	related	to	your	responses	will	also	be	safely	destroyed	unless	you	state	otherwise.	
Submission	of	a	partially	completed	or	fully	completed	questionnaire	implies	consent	to	participate	in	the	
study	and	you	will	be	unable	to	withdraw	your	data.	
What	will	happen	to	the	information?		
Your	participation	in	this	study	and	all	information	collected	will	be	kept	strictly	confidential	in	accordance	
with	 the	 Data	 Protection	 Act	 (1998).	 Unless	 otherwise	 indicated,	 all	 personal	 information	 and	 data	
collected	will	be	coded	and	anonymised	so	that	you	cannot	be	recognised	from	it.	The	collected	data	will	be	
securely	stored	on	a	password	protected	computer	and	safely	disposed	of	once	the	project/dissertation	has	
been	completed.	
The	results	of	this	study	will	be	reported	as	part	of	my	degree	programme	and	may	be	further	disseminated	
for	scientific	benefit.	The	results	will	be	available	to	you	on	request.		
Who	should	I	contact	for	further	information	or	if	I	have	any	problems/concerns?		
Md.	Mamunur	RashidEmail-	mamunac2005@yahoo.com	
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Participant’s	signature:			A.	Rouf	
Date:			05.	02.	2016	
Researcher’s	Name:		Md.	Mamunur	Rashid	.	
Researcher’s	Signature:M	Rashid	
Date:		05/02/2016	
	
 
	
	
	
	
	
	
	
	
	 	
																																																																																																																																																							U1404917	
	
102	
	
mmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmM A  
																																																																																																																																																							U1404917	
	
103	
	
APPENDIX 3  
  
RESEARCH QUESTIONNAIRE 
 
 
International Human Resource Management 
School of Business 
University of East London 
UK 
Dissertation/Project Title:  Perception of Employee’s about the Human Resource     
Management   Practices (Talent Management) in Marks and Spencer, Waterloo London  
The present study attempts to evaluate the perception and proposition of employees about talent 
management practices, working in Marks & Spencer, Waterloo, London. The study is undertaken 
for the fulfilment of the requirement of  M A  International Human Resource Management at the 
University of East London. The collected data through this questionnaire will be used for research 
purpose only. The personal identity will never be disclosed as the respondent doesn't need to write 
his/her name and signature in it. There are 2 (two) sections in this questionnaire. I humbly request 
your kind cooperation to carry out the research by sharing your valuable opinion and work 
experience. 
Thanking you in advance, 
Md. Mamunur Rashid (Researcher) 
University of East London, 
E-mail:   mamunac2005@yahoo.com 
 
 
 
Section A. 
 
1. Personal Information  [ pls. put a tick mark where applicable]   
     
i. Age:    a. 18-25 [ ]  b. 26-35 [ ]  c. 36-45 [ ]  d.   >45 [ ] 
               ii. Sex  
               iii. Designation: 
 Manager  
Team Leader/ 
Supervisor 
 
Team Member  
Others  
 
 
Male   Female  
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               iv. Duration of service  
a. less than 1year     (   )   b. 1-2years (   )     c.  3-4 years (   )        
d.  5 years and over (   ) 
 
Section B:   Semi-structured survey questionnaire:  
This questionnaire mainly deals with the respondents’ perception on Talent Management practices 
in Marks & Spencer in Waterloo, London.  
 Here, the respondents were asked for their perceptions to the following statements. [Please put a 
tick (✓) mark in selected box] 
	
seri
al 
no. 
 
Statement 
 
strongly 
agree 
agree neither 
agree 
nor 
disagree 
dis- 
agree 
strongly 
disagree 
1 I think that M&S follows a well-
organized and systematic  
procedure  for recruitment and 
selection  
     
2 I believe that M&S gives proper 
training to their employees  
     
3 I am convinced  with the   
retention policy of  M&S  
     
4 I feel that the  talent 
identification process in M&S is 
excellent 
     
5 I think that the  creation of  a 
talent strategy in M&S is 
impressive 
     
6 I believe that employee 
succession planning strategy in  
M&S is applied effectively 
     
7 I think M&S gives good Salary 
to their talented employees 
     
8 I am happy with the quantity of 
the monetary rewards offered to 
me by M&S 
     
9 I am satisfied with the quality of 
the non- monetary rewards 
offered to me 
     
10 I expect monetary rather than 
non-monetary rewards 
     
11 I believe that M&S gives timely 
promotion to their talented 
employees 
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12 I think that the HRM practices of 
M&S motivates the talented 
employees effectively 
     
13 I believe that the current 
approach of the Performance 
management system engage the 
talented employees to higher 
performance 
     
14 I believe that the existing 
performance appraisal  is a 
fruitful techniques to identify 
talented employees at M&S 
     
15  I am satisfied with the  
opportunity  of  personal career 
planning provided by M&S 
     
16 I am convinced with the cordial 
mentoring programme provided 
by the senior managers at M&S 
     
17 I think that M&S gives proper 
recognition to their talented 
employees 
     
18 I feel that the talented employees 
are working in the right 
place/position in M&S 
     
19 I believe the HRM department is 
functioning properly in relation 
to how talented employees are 
treated 
     
20. I think that the overall talent 
management practices are 
satisfactory. 
     
 
Please provide any other comments you wish to make here 
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APPENDIX	4			
	
INTERVIEW	ISSUES	GUIDE	
	
1. 	In	what	ways,	if	there	are	any,	can	M&S	improve	it	present	
recruitment	and	selection	procedures?	
	
2. In	your	view,	in	what	ways	can	M&S	better	attract	and	retain	
talented	employees?	
	
3. Please	comment	on	how	M&S	motivate	their	talented	employees?		
	
4. How	can	this	strategy	be	improved	so	that	both	the	employer	and	
employees	benefit?	
	
5. In	your	view,	how	can	M&S	can	improve	their	performance	
appraisal	system	to	enable	the	organisation	to	better	identify	the	
talented	employees?	
	
6. Please	comment	on	the	ways	you	feel	M&S	can	improve	their	
present	talent	management	strategy?	
	
7. Thank	you	for	participating	in	this	interview,	are	there	any	other	
comments	that	you	wish	to	make?	
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APPENDIX 5 
 
MEAN VALUE OF THE DATA 
 
𝑀𝑒𝑎𝑛 = 	𝑛1×1 + 𝑛2×2 + 𝑛3×3 + 𝑛4×4 + 𝑛5×5𝑛1 + 𝑛2 + 𝑛3 + 𝑛4 + 𝑛5 	
1.		𝑀𝑒𝑎𝑛 = 	12×1 + 30×2 + 14×3 + 12×4 + 0×512 + 30 + 14 + 12 + 0 = 2.38		
 
seri
al 
no. 
 
Statement 
 
strongly 
agree 
Agree neither 
agree 
nor 
disagree 
dis- 
agree 
strongly 
disagree 
 
1 I think that M&S follows a well 
organized and systematic  
procedure  for recruitment and 
selection  
12 30 14 12 00 2.38 
2 I believe that M&S gives proper 
training to their employees  
12 23 14 16 03 2.63 
3 I am convinced with the   
retention policy of  M&S  
07 12 20 19 10 3.19 
4 I feel that the  talent 
identification process in M&S is 
excellent 
07 20 13 19 09 3.04 
5 I think that the  creation of talent 
strategy in M&S is impressive 
04 18 16 20 10 3.20 
6 I believe that employee 
succession planning strategy in  
M&S is applied effectively 
04 13 26 17 08 3.17 
7 I think M&S gives good Salary 
to their talented employees 
01 08 13 25 21 3.83 
8 I am happy with the quantity of 
the monetary rewards offered to 
me by M&S 
02 09 13 26 18 3.42 
9 I am satisfied with the quality of 
the non- monetary rewards 
offered to me 
03 08 15 28 14 3.61 
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10 I expect monetary rather than 
non-monetary rewards 
13 21 25 06 03 2.48 
11 I believe that M&S gives timely 
promotion to their talented 
employees 
03 19 15 19 12 3.26 
12 I think that the HRM practices of 
M&S motivates the talented 
employees effectively 
03 17 15 19 14 3.20 
13 I believe that the current 
approach of the Performance 
management system engage the 
talented employees to higher 
performance 
03 17 20 15 13 3.35 
14 I believe that the existing 
performance appraisal  is a 
fruitful techniques to identify 
talented employees at M&S 
08 18 21 14 07 2.61 
15 I am satisfied with the  
opportunity  of  personal career 
planning provided by M&S 
07 18 18 17 08 3.01 
16 I am convinced with the cordial 
mentoring programme provided 
by the senior managers at M&S 
11 15 17 18 07 2.92 
17 I think that M&S gives proper 
recognition to their talented 
employees 
03 13 19 18 15 3.43 
18 I feel that the talented employees 
are working in the right 
place/position in M&S 
05 16 20 15 12 3.30 
19 I believe the HRM department is 
functioning properly in relation 
to how talented employees are 
treated 
05 15 22 16 10 3.16 
20. I think that the overall talent 
management practices are 
satisfactory. 
03 20 19 14 12 3.17 
	
	
	
	
	
	
